A Study on Bank Customers” Perception of Internet Banking in
L’t‘ﬁanmmaiﬂlmm (MN) Divisional Secretarial (D.S) of Batticaloa:

From the Non-Users® Perspectives.

i e
o p———— R = =i

* et Of Managsﬂ:-zn' -
§ 'FZ:':\W of Commerce R ||
L . 'I:'.ﬂaﬂ?_d;ﬁ“ﬂ?-"li

1
lII:

1 Eastern UD T

E
e ui- |
2CH6 27T
A
Sri Lanka |

Mr. JESUTHASAN PRATHEEPAN

- ¥
. 3
F
{,‘-"._'-'E—-_‘-;f . FON Ty
= TENRA Wy =
. |4 I s

Whrary - ELSL
DEPARTMENT OF MANAGEMENT

FACULTY OF COMMERCE AND MANAGEMENT
EASTERN UNIVERSITY, SRI LANKA
2011



A Study on Bank Customers’ Perception of Internet Banking in
Manmunai North (MN) Divisional Secretarial {D.S) of Batticaloa:
From the Non-Users” Perspectives.

Mr.JESUTHASAN PRATHEEPAN
REG.NO:EU/IS/2006/MS/03
INDEX NO: MS 762

A Research Report Submitted to the Faculty of Commerce and
Manzgement, Eastern University, Sei Lanka, as a partial fulfillment of the
requiremnent of the Bachelor of Management Degres (BBA) Programme.

e

—

DEPARTMENT OF MANAGEMENT
FACULTY OF COMMERCE AND MANAGEMENT
EASTERN UNIVERSITY, SRI LANKA
2011



A Stindy en Bank Cusiomers’ Perception of Imtermet Bamking in Manmumei Norih
(MN) Divisiomal Secretarial (D.S) af Batticaloa: From the Nom-Users” Perspectives.
Abstract

[nfermation techmology is: fundamentially chemgimg the Banking industry werldwvide.
Nowadays in 811 Lamke, the competition among bank is hish and it leads bank to
provide varions channels. Intemet Banking (IB) is oxe of the chamnels and consermer
mse of IB is sl limited. Therefore. (his reszarch was conducted among  bamk
cistemes percepion of [B from nom nser perspective.

The objective ore of this study is to identify why baclk customers are reluctant 1o use
IB in MN DS of Batticaloe even though they have Imtermet accessing and basic
knowledge about IB. The second objective of this study is to identify the factors
which are determiming the non-usage of I8 in MIN IS of Batficalon even ihoupf they
have [mlemet accessing and hesic knowledge about 1B.

I order to achieve the first ebjective of this study, data were collected from erglhisen
bank custemess and four bank officess from MIN DS by using imterview method and
in order to achieve the sccond wbjective of this study, data wene collected from 150
bank customers who are mot using IS throngh questionmaire.

According 1o the ebjective one, expressed certain reasoms for mon-sage of 1B. Sach
2s luigh cest, secunity problem, less awareness about [B, less knewledge about 1B, po
needs, lack of B related tochmical knowledpe and! able 1o do Banking transactions
tirough some body at bank branches. According to the seoupd objective, Factor
anallysis results indicate thad bank customer’s pecwmium nomward's ’B (megative
perception). positien of Branch banking (BB) in the customer’s mind {strong position
of BB}, tectmical and transactional difficulities, benks imterest towards B (less interest
toward [B). cost (customer view 1B as a costly one), castomers kmowledge of 1B (less
technicall andl operational] knewledge towards IB), substitute for 1B imore substitute
far IB), nuisance (some form of inconvenience], and bamkimg throwgh others (s a
SWong [practioss among customers) are major factors which are contributing 1o mom
usage of [B in WMN DS of Batticalioa.

Key words: Inteme1 Banking (IB)., Branch Banking (BBY. Internet BamKing nen nser.
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